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INTRODUCTION 



International, national and state regulations and guidelines 
are being introduced to assist local government with the 
growing requirement for, and use of, digital engagement 
with the community. 


Community engagement and 
economic development are 
intrinsically linked. Engagement 
and transparency are shaping how 
political markets function at the 
national, state and local government 
level. 

"Greater political engagement 
has been supported by greater 
transparency, defined as citizen 
access to publicly available 
information about the actions 
of those in government and the 
consequences of these actions" 
( Worldbank ). 

A new Local Government Act is being 
drafted, including topics that focus 
specifically on how local government 
authorities represent and involve 
their communities in decision¬ 
making. As the tier of government 
closest to the community, there is an 
expectation that local government 


represent the whole community, 
recognise diversity within their 
district and are responsive to 
community needs. 

The changes to local government 
policy and practices are moving 
fast to keep up with changing 
expectations at a national and state 
level. Managing this transference of 
power to be inclusive of the citizen 
is a new frontier for the 'traditional' 
communication models of local 
government. Australian LGAs are now 
embracing the changing landscape 
and investing in the technology to 
enable this two-way communication 
model. 

Added to this, operational efficiencies 
need to be addressed within the 
changing landscape as roles are 
redesigned in light of new systems 
and emerging technology to manage 
new service delivery models. 


Transparency, service delivery and efficiency are the 
cornerstones for local government moving forward. 
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What does this 
mean for LGAs? 


Community perception of transparency 
and representation presents an 
inherent challenge to LGAs 


engagement. A collaborative business 
transformation approach can transform 
and interconnect the delivery of: 



An inclusive decision making 
process is now expected 
of local government, while 
transparency and trust are 
demanded. 


By its nature, local government needs to 
engage closely with its constituents. The 
extent of community engagement varies 
greatly, but each LGA will recognise that 
the need extends beyond the occasional 
newsletter or invitation for submissions. 

“Effective community engagement 
contributes to building trust between the 
community and the council and raises 
the quality of decision making which 
reflects the needs and aspirations of the 
community” (DLGSC). 

Annual reporting is no longer enough 
for the community at large. They require 
instant and easily accessible answers 
at their fingertips. Building mechanisms 
to share information on performance, 
revenue, processes, sourcing and service 
delivery is a priority for many Councils 
moving forward. 

Delivering efficiencies through service 
delivery and operational transparency 
becomes even more difficult if not 
approached strategically. A unified 
approach is required, as is a technology 
partner capable of delivering a solution 
which marries transparency, service 
delivery and operational efficiency in 
an all-in-one solution to community 


• Transportation planning 

• Smart city planning 

• Urban renewal 

• Maintenance and public works 

• Health management 

• Emergency management 

• Public participation 

Community expectations of 
engagement and new technologies 
have changed the ways local 
governments can engage with their 
communities ( DLGSC ) 

One size does not fit all. Juggling 
community’s competing priorities 
requires tool selection based on shifts 
in technology, cultural shifts and media 
up-take. The ability of local government 
to keep up with and meaningfully 
engage via these tools is key to effective 
community engagement. 

The following LGAs have collaborated 
with technology partner Velrada to create 
innovative solutions to bring together 
the community engagement strategies, 
policies and guidelines to create a truly 
meaningful engagement platform to 
inform, consult, involve, collaborate and 
empower communities (JAP2). 
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Connected homes enable community 
sustainability outcomes 


Are houses with light coloured roofs cooler in summer than houses with dark 
coloured roofs? 


As part of a wider environmental 
efficiency and sustainability agenda, 
Velrada partnered with a Western 
Australian LGAto implement a 
Connected Homes solution with the 
purpose of visualising energy efficiencies 
within two display homes based on 
utilising different building materials. 

Builders are overwhelmed with decisions 
and have limited time and attention 
to incorporate sustainability into their 
homes. This is complicated by a lack of 
information at the point of purchase. 

Builders and renovators need to 
recognise that sustainability should be 
built into their homes and independently 
seek information. Available information 
falls broadly into two categories either 
from commercial entities (with a vested 
interest) or published at a national or 
international scale (with unknown local 
relevance) (DJTCRD). 

The Energy Efficient Housing project 
used Wi-Fi temperature loggers and 
infrared drone images to collect data 
on the effect of roof colour on home 
temperature and displayed this data on 
a smart sign at the front of new housing 
estates in outer metro Perth. 


Signs also directed viewers to an online 
platform with ideas for sustainable home 
design and green building, to encourage 
new home buyers and builders to uptake 
light coloured roofing (DJICRD). 

To achieve this the Velrada team 
implemented loT sensors (temperature, 
pressure and movement) alongside a 
3G/4G gateway connected to Azure 
loT Hub with the data modelled and 
visualised via Power Bl, then delivered to 
the public on digital billboards. 

Combining loT and Data Visualisations 
to create a compelling reason to build 
sustainably, the Switch Your Thinking 
initiative inspired sustainable action in the 
community of Perth. 


New technologies have 
changed the ways local 
governments can engage 
with their communities 
(DLGSC). 


switch 

your thinking 


• loT sensors were installed in two 
houses recording temperature, 
movement and electricity. 

• Houses were identical but with 
different coloured roofs. 

• Data was streamed via the cloud to 
Power Bl. 

• A custom website was built to 
surface Power Bl content along 
with a carousel of defined images/ 
messages. 

• The website is displayed on a 
portable billboard that is moved 
around the streets of Perth. 


Light Roof Dark Roof 



Current Temperature 


Sensor Location 



> Analyse Recent Data < 


Temperature for Current Day - Inside 

• Light Roof »Dark Roof •Outside 


Avg Temperature for Last 28 Days - Inside 


• Light Roof • Dark Roof • Outside 



Daily Maximum Temperature (Last 21 Days) 

Roof Colour •Dark a Light 




Sensor Analysis for Last 28 Days 

Select the days you want to view: 
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Infield automation for field 
service delivery 



Minimise organisational risk 
and maximise customer 
service. 


Prioritising and managing incoming field service operations for greater 
efficiencies 


A New South Wales LGA was seeking an 
out-of-the-box low/no-customised field 
services solution to support the service 
delivery model for an entire spectrum 
of reactive and scheduled field service 
operations and activities. 

Like most metropolitan councils, the LGA 
dealt with a high volume of support calls 
from residents, ranging from requests for 
graffiti removal and park maintenance to 
urgent after-hours reports of fallen trees 
and road hazards. Logging the calls, 
recording the details and dispatching their 
mobile workers involved many paper- 
based processes and the equipment 
required for the job often had to be 
retrieved beforehand. 

Although a dedicated Customer 
Experience agent handled all incoming 
calls, proactive status updates to 
customers were very limited. As a result 
the agent would receive a constant 
stream of incoming calls from residents 
checking the progress of their case. 

An opportunity to improve response times 
was also identified. If a system were put 
in place that could prioritise specific calls 
as “urgent” and also capture the historical 
results in detail, the council knew they 
could optimise their methods for even 
faster responses to residents. 


Customer calls were now managed 
centrally as cases, with work orders 
generated as they came in and mobile 
workers dispatched based on their 
expertise and real-time geographical 
location. Field staff were supported using 
mobile apps with offline functionality and 
asset management was applied to the 
equipment in their vehicles as well as the 
stock held in facilities. 

Customers were given a case ID number 
and web link they could use to check 
the status of their call at any time, and 
received updates automatically on job 
completion. Detailed information on all 
case results was captured, including 
who completed the work, the equipment 
required, the location and the time-to- 
complete. 

Now that residents could view the 
status of their call at any time and 
received notifications when the work was 
complete, incoming requests for updates 
were dramatically reduced. Overall, 
the customer experience was greatly 
improved. 

The vast majority of manual processes 
associated with customer calls were 
automated, resulting in a reduction of 
administrative overhead and elimination 
of dozens of paper-based processes. 


A cloud-based field services solution built 
on Microsoft’s Dynamics 365 platform 
was designed and delivered by Velrada. 


Asset and fleet management functionality 
ensured the field workers had the 
equipment they needed before they 
were dispatched, and recording the 
historical detail on each job meant the 
council could analyse and improve their 
methodology for even faster response 
times. Finally, the council could begin 
identifying “hot spot” geographical areas^ 
and plan their responses proactively. 
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Portals for improved community 
engagement 


Transparency providing the key to 
inclusiveness, collaboration and 
service delivery 

A South Australian LGA were provided 
with a rare opportunity to completely 
recreate their entire online presence 
into a simplified, intuitive and interactive 
place, where members of the community 
and stakeholders can do business with 
the council 24/7. 

The requirement was a fresh, new design 
in compliance with WCAG standard for 
web accessibility standards to make web 
content more usable and accessible for 
internal and external stakeholders. 

In the initial engagement, Velrada 
facilitated workshops to understand 
the client’s requirements around site 
structure and navigation, metadata, 
page layouts, graphical design and 
design guidelines. Drawing on extensive 
public sector experience in designing 
and developing sites that meet the web 
accessibility standard, Velrada created 


the site to make web content more 
usable and accessible, in line with the 
client’s requirements. Velrada consultants 
engaged collaboratively with the LGA 
stakeholders, working as a blended team, 
leveraging and utilising industry skills of 
business specialists. 

The collaborative approach was essential 
to meet differing needs and priorities 
of stakeholder groups. While council 
members valued online collaborative 
tools, the executive team required real¬ 
time reporting insights and scheduling 
tools to be at the forefront. The customer 
service frontline valued the interactivity 
of community facing information and 
conversational tools. All these priorities 
were considered in the project whilst 
also designing a web interface to exceed 
standards and expectations in usability 
and accessibility for internal and external 
stakeholders. 

Velrada designed a new look and feel for 
the website to enhance ease-of-use and 
provide seamless integration with their 


CRM, which provided more functionality 
and additional value to community 
members, allowing them to now log into 
the web conferencing facility from their 
homes. 

Through user-centred design and 
rigorous testing, the accessibility 
standards were met and exceeded, 
meeting the client’s current needs, with 
greater inbuilt flexibility for the future. 

The lessons learned in this project can be 
applied universally. By utilising a user-led 
approach, Velrada could incorporate the 
insights of each community group into the 
overall design and focus on the metrics 
that really matter to stakeholders. 

As a result, the associated consultation 
and inclusion reduced the barriers to 
participation in all stakeholder groups. 

The resulting launch was well received 
and continues to be a showcase for the 
success of stakeholder collaboration in 
local government IT&C projects. 


“Inclusive engagement ...is about thinking beyond the usual methods of 
engagement and encouraging all members of the community to voice 
their opinions, ideas and concerns. Inclusive public engagement is about 
addressing the barriers to participation” f Menaaae ). 
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A predictive approach to maintain the 
road network using existing data 

The South Australian government wanted 
to decrease the costs of running the road 
network. Velrada was able to utilise Big 
Data and Data Science techniques that 
combined financial road performance 
data, road usage data, social media and 
road material data together to allow a 
proactive and predictive approach to road 
maintenance. The benefits are millions 
of dollars annually in materials and 
workforce costs as well as an improved 
experience for road users. 

To build the solution, Velrada used 
Big Data tools to bring in billions of 
rows of sensor data and then applied 
algorithms designed specifically for 


road maintenance (focused on both 
minimisation of total maintenance cost 
and maximisation of performance of 
the road network during maintenance). 
The algorithms are then complemented 
with financial data as well as social data 
to add true cost modelling as well as 
social feedback based upon where the 
maintenance is due to take place. 

While the Internet of Things (loT) has 
been part of smart cities strategy from 
the early days, we are now reaching 
a tipping point where these solutions 
can be created at scale and securely, 
using sophisticated models and artificial 
intelligence capabilities to close the gap 
between legacy systems and the latest 
technology. 


Leveraging big data techniques to 
allow predictive maintenance of the 
road network was facilitated by Hadoop 
technology on premises for crunching 
the large data sets as well as SQL for 
combining the aggregated data with 
enterprise data. The algorithms were 
built using R language with the whole 
solution being portable into the Azure 
environment. 

Visualisations were completed using 
PowerView in SharePoint to make the 
data accessible to the engineers and 
those planning road maintenance. Whilst 
the technology used was not the most 
advanced, it was what was available and 
demonstrated the value of such a solution 
to enable the teams to source funding for 
a broader implementation. 



Transitioning from legacy 
systems and manual 
application processing to self- 
service operations requires 
planning, infrastructure and 
expertise. Without guidance, 
costs can quickly run into the 
millions and vision across the 
entire assessment value chain 
can be diminished. 


Microsoft 


iiiTl Power Bl 


Microsoft 
Dynamics 365 


Microsoft Azure 














The next frontier: community 
engagement bots 

“Frequent or ongoing quality interaction with community increases the ability of the local government to act in the 
interest of community, which in certain circumstances may lessen the need to engage on a specific topic” ( City of Swan ) 

Conversational bots can provide this interaction via messaging platforms, where users are already highly engaged. They improve 
customer experience and reduce the need for call centre assistance. 


Transparency 

Community expectations have changed 
and the public now demand clear 
reporting and information on every 
aspect of operations for scrutinisation. 
Front line staff do not have easy access 
to resources and information available 
at a micro level, however automation of 
responses and information dissemination 
can provide the answers required. 


Service Delivery 

The availability of instant answers can 
also provide a sense of comfort to a 
community which now seeks service 
online 24/7 as well as a higher level 
service to the community at large in the 
form of a natural and personal customer 
service representative. 


Efficiency 

Providing levels of automation in the 
service delivery model can assist 
customer service staff in giving baseline 
answers to common questions and thus 
freeing them to step in with more in-depth 
responses to engage with the community 
on particular topics. 


“The design of transparency is important—the nature and 
credibility of sources of information, and media through 
which it is communicated—all matter” (Woddbank). 
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The End Goals 


Government agencies that use artificial intelligence and mobile technologies, underpinned by the 
D365 cloud platform, to provide tailored, citizen-centric services to their constituents more efficiency. 




Citizen-centric 

portals 


• Contextual info: services + events 

• Bots: assigned LG A contact 24/7 

• Real-time, location-based offers 


Decreased overhead, lowered 
rates. Personalized service for 
constituents that tracks their 
concerns. 



Predictive 

maintenance 


• Parks maintenance (Ex. Rottnest) 

• Facilities management 

• Public transport 

Lower cost of ownership and 
maintenance across assets. 
Automated, pre-emptive repair. 
Better-informed asset 
management. 



Mobile worker 
dispatch, automation 


• Social worker home visits 

• Inspections/safety checks 

• Repairteams 

Paperless, geo-located mobile 
teams. Automated rosters and 
dispatch. Streamlined, motivated 
mobile staff. 


Smart Cities Cloud Platform: 

Bringing community services into the digital age 

This approach for creating intelligent, connected smart cities results in digital transformations and 
services that address priorities, better serve citizens, and enable more sustainable, prosperous 
and inclusive communities. 

Numerous government agencies and councils have worked with Microsoft partners to deliver 
solutions that streamline both resident-facing and back of office operations. Harnessing the power 
of the Microsoft platform provides inter-agency collaboration, stakeholder management and 
application processing efficiencies. 

The core functionality of the Dynamics 365 technology stack facilitates a robust case 
management, stakeholder engagement and request integration solution. 

Mobile teams are empowered with online rosters and automated dispatch is triggered by service 
requests. Responders are chosen based on geolocation and can use their mobile app to capture 
audio and video associated with the customer case. 


Improve your 
agency’s 
transparency, 
service delivery 
and efficiency 
by implementing 
more secure and 
compliant tools 
using the power 
of the cloud. 


What makes Velrada a partner of choice for local government? 

Founded in 2009, Velrada is an award-winning, Australian owned and operated Triple Crown’ Microsoft partner; uniquely 
positioned to deliver value to customers through combining Gold competencies in Azure, Dynamics 365 and Office 365 
to create solutions which empower employees, engage citizens, transform products and optimise operations. 

Velrada won the 2018 Partner of the Year for Dynamics 365 Field Service (and was runner up in 2019), is a member of 
the Al Inner Circle for 2018/19 and has pioneered many solutions that have enabled local government organisations to 
better serve their communities. 

We’re ready to help you do the same. 


To find out more, contact us on 1300 835 723 or info@velrada.com 


Microsoft 

Partner 


2018 Partner of the Year Winner 
Dynamics 365 for Field Service Award 


Microsoft 

Partner 

■S Microsoft 


Gold Data Analytics 

Gold Customer Rcbtionship Management 
Gold Data Platform 
Gold Collaboration and content 
Gold Cloud Platform 


2018/2019 2018/2019 

INNER CIRCLE INNER CIRCLE 







